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Tujuan Penelitian ini adalah menganalisa pengaruh kualitas pelayanan yang 
terdiri dari dimensiCompliance (Pemenuhan prinsip Syariah), Assurance 
(Jaminan), Reliability (Kehandalan)Tangible (Kemampuan Fisik), Emphaty 
(perhatian), Responsiveness (Daya tanggap), terhadap kepuasan  nasabah. Jenis 
penelitian yang digunakan adalah penelitian survei yaitu penelitian yang 
mengambil sampel dari suatu populasi dan memakai kuesioner sebagai alat 
untuk mengumpulkan data yang pokok.Analisis data dilakukan dengan  Regresi 
Linear Berganda,  hasil analisis menunjukkan kualitas pelayanan  Model CARTER  
yang terdiri dari compliance,Assurance, reliability,Tangible, Empathy, 
Responsivenesssecara bersama-sama maupun secara parsial berpengruh secara 
positif dan signifikan atas kepuasan nasabah PT.BPR Syariah Dana Mulia 
Surakarta. Dimensi kualitas pelayanan yang paling dominan berpengaruh 
terhadap kepuasan nasabah adalah Assurance (Jaminan). 
 
Kata Kunci : CARTER Model, Compliance,Assurance, ReliabilityTangible, Empathy, 











This research aims;  to analyze the influence of service quality consisting of 
Compliance dimension, Assurance, Reliability, Tangible, Emphaty, 
Responsiveness, towards Customers’ satisfaction. The research type that is used 
is survey research. It is a kind of research which takes samples from population 
by using questionaires as a means to collect primary data. Data analysis is done 
by multiple linear regression, the result of analysis shows the service quality 
CARTER model consisting of Compliance, Assurance, Reliabilty, Emphaty, 
Responsiveness  with (F test ) and partially (t  test) influences positively and 
significantly towards customers of PT. BPR Syariah Dana Mulia Surakarta. 
Dimension of service quality that is the most dominant towards customers’ 
satisfaction is Assurance. 
 
Keywords: CARTER model, Compliance, Assurance, Reliability, Tangible, Emphaty, 
Responsiveness, Customers’ satisfaction. 
 
 
 
 
 
 
 
 
 
